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TEN YEARS AGO

 First iteration of strategic plan and model

 Looked ahead and saw:

 A more complex work environment

 Maturing “Baby Boomers”

 Greater demand for faster service
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FY 2000 ASSESSMENT

 Performance: mediocre and slow

 Business processes: manual and paper driven

 Lost productivity

 Efforts to automate and modernize lagged behind 
needs
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THE IT PLAN

 First Strategic Initiative

 Multi-year, $46-million dollar effort

 Designed to completely overhaul administrative 
apparatus
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THE IT PLAN

 New technology was the centerpiece

 Rebuild and integrate major business functions:

 Relational data base

 Imaging technology

 Work flow technology 

 Phone technology

 Web platform

 Financial management system
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THE IT PLAN

Other key features:

 Re-engineer business functions

 Set up effective Governance, Organization and 
Management (i.e., Independent Advisory Consultant)

 Develop staff for new environment
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THE IT PLAN

 Vision, goals and objectives mirrored those in the 
Strategic Plan

 Be cost-effective

 Be timely, responsive, accessible and reliable

 Satisfy members and stakeholders
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CONCLUSION AT THE TIME

The IT Plan was risky but necessary
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IT PLAN OUTCOMES

 The Plan stayed within its appropriated budget; 
and

 Substantively achieved its strategic outcomes
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STRATEGIC OUTCOMES

Service vs. Peers:
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STRATEGIC OUTCOMES

Service vs. Peers:
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STRATEGIC OUTCOMES

Cost Effectiveness vs. Peers:
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STRATEGIC OUTCOMES

Improved Timeliness:
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Average Processing Time FY 2002 FY 2008 % Change

Service Purchase Cost Invoices 39 business days 8 business days -79%

Service Purchase Payments 5 business days 4 business days -23%

Benefit Estimate Processing 5 business days 1 business day -80%

Refund Processing 25 business days 4 business days -85%

New Retiree First Payment 48 calendar days 10 calendar days -79%
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STRATEGIC OUTCOMES

Improved Timeliness:
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STRATEGIC OUTCOMES

Improved Reliability:
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STRATEGIC OUTCOMES

Improved Accessibility:
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Services Currently Available on the ASRS Website – www.azasrs.gov

Service
Non-Retired 

Plan Member
Retired Plan 

Member
Volume
FY 2008

View Annual Member Statement Yes Not applicable 31,741

View Personalized Benefit Estimate Yes Not applicable 28,308

View an estimated refund amount Yes Not applicable Not available

View current contributions Yes Not applicable Not available

View pension check details Not applicable Yes 1,551

Opt out of receiving deposit summaries Not applicable Yes Not available

Change Direct Deposit Not applicable Yes 40

Change Address Yes Yes 6,414

Change E-mail Address, telephone number, 
or marital status

Yes Yes 11,709

Change Beneficiary Yes No 5,441
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STRATEGIC OUTCOMES

Improved Accessibility:
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STRATEGIC OUTCOMES

Higher Member Satisfaction:
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STRATEGIC OUTCOMES

Higher Member Satisfaction:
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CONCLUSIONS

 The IT Plan validates the cost benefits of long-range 
planning

 The IT Plan affirms the utility of the ASRS’s strategic 
planning model and principles

 Look ahead with clarity of purpose

 Measure performance relentlessly

 Invest in governance, organization and management

 Seek out best business practices

 Invest in staffing and budgets that reflect organizational 
values
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LOOKING AHEAD:

 Management and staff will try and build upon the 
lessons learned

 In the near term:

 Reset our strategic aims

 Reduce long-term operating costs through continued 
development and use of modern technology and 
better business practices
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